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Objectives @

« Certification for Arise CSPs handling Chats for
Disney Web will include the following:

— Utilize LivePerson Chat system to efficiently and effectively
respond to guest inquiries

— Handling general inquiries about the parks and resorts
using One Source and Disneyworld.Com as a primary
resources. '

« By the end of this certification, the CSP will be able

to:

— Answer Chats from Resort Guests with appropriate
responses and product knowledge.

— Answer inquiries or concerns on an average time to be
determined by your Statement of Work using the LivePerson
Chat application, the Disney Website and/or One Source.
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Resources @

« LivePerson Chat - Chat application

« One Source- Disney knowledge base

* Disneyworld.com - public website guests use
e Sharepoint- Multiple Resources

« Chat PF - a subject matter expert available to assist
you with questions while servicing

* QA PF - a subject matter expert who can offer
additional assistance to you when you are not
servicing and will perform Quality Monitoring for
you and provide you email updates on information
as needed.
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Service Hours and Posting @

Servicing Hours Available:

- Sunday through Saturday 7am to 11am EST and
6pm - 11pm EST (Hours can vary based upon client
needs)

Starmatic Schedule: Hours for this program will post
on every Wednesday at 2pm EST.
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Star Program Overview

« CSP 103 can be reviewed for specifics on how to
access your metrics

« Client expectations will remain the same that all
CSPs should be meeting the 3 Star metric

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved 'I O
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STAR METRICS 0

Performance Requirements

Metrics 5 = Gy
Commitment Adherence (CA) 80-89.99% 90 - 94.99% > 95%
Intervals Serviced” 10-20 >20-30 > 30
Guest Satisfaction Measurement (GSM) 70% - 75.99% 76% - 82.99% 2 83%
Quality Assurance (QA) 85% - 89.99% 90 -94.99% 2 95%

The Star Program will be rated on an average star rating, not the lowest star.
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Super Stars! @

Your Star Rating determines when you post for hours
and how much you can post.

No Stars- Posting is Wednesday at 2pm EST
1 Star- Posting is Wednesday at 12pm EST
Stars— Posting is Wednesday at 11am EST
3 Stars- Posting is Wednesday at 10am EST

Your goal should be to reach 3 star CSP status!

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved '| 2



Statistics used for pre-select @

— Pre-select is determined weekly. Pre-Select will be released
every Monday and will use the metric data from the 2 weeks
prior.

— Important to know: The Arise reporting system automatically
generates “Zero Star” warnings. When you first certify you
may receive one of these emails from Arise. You can
disregard them for the dates that include the week you
certified and the week immediately following certification.
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QA Process @

Your Performance will be evaluated for the following
key areas:

 Opening/Closing & Acknowledgment
 Guest Engagement
» Policies and Procedures

« Soft Skills (Tone with guest and correct spelling,
grammar, punctuation)

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved 14



QA Process

Opening/Closing & Acknowledgment

Offered proper greeting and welcomed the Guest
Acknowledge and understand the request
Provided a personal branded closing

Offered the survey to the Guest
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QA Process @

Guest Engagement

Did you engage the guest
* Proper discovery questions and resources were
used

* Provided correct and complete information
« Acknowledge Guest Celebrations

« Kept interaction positive even if you cannot meet
the request

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved 16



QA Process @

Policies and Procedures

Effectively “listen” and use empathy when needed
« Adhere to Standard Guest Policy & Procedures

« Utilized appropriate and approved WDW
Nomenclature, names, terms, titles.

« Avoided Slang, Emoticons and internet acronyms

« Used proper resources (one Source,
Disneyworld.com)

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved 17



QA Process

Soft Skills

e Used correct grammar, spelling and punctuation
- Used courteous and friendly tone
« Built rapport with the Guest

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved
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*Syllabus for Disney Web Certification
Technical and Logon day- Day 1 (This was last class)

« Pre-work: Any Pre-work will be sent to you by your
Instructor.

« Web-Cast: Instructor led - 4 hours

- Logon to all Of Disney and Arise Systems to ensure
everyone is able to login and use the systems before
starting the Disney Material.

Day 2 (Today)

- Web-Cast: Instructor led - 4 hours

« Service requirements & QA

* |Introduction to Disney- Walt Disney World
* |ntroduction to Disneyworld.com

- Q& A
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*Syllabus for Disney Web Certification
Day 3
Pre-work: Complete assessment emailed by Instructor
« Web-Cast: Instructor led - 4 hours
« Review Day 2
Disney Website knowledge
« My Disney Experience Site Navigation
» Role Play Website Searches
- Q&A
Day 4
-  Web-Cast: Instructor led -4 hours
« Review Day 3
« Introduction to One Source
Role Plays and Activities
« Q&A Session

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved
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*Syllabus for Disney Web Certification
Day 5
Pre-work - Exercise 1-7 in Arise University
- Web-Cast: Instructor led - 4 hours
- Review Day 4
« Navigating One Source
« Role Plays and Activities
* Q&A Session

Day 6

Pre-work - Exercise 8-14 in Arise University
- Web-Cast: Instructor led - 4 hours

« Review Day 5

« Navigating One Source

« Role Plays and Activities

 Q&A Session
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*Syllabus for Disney Web Certification

Day 7

Web-Cast: Instructor led - 4 hours
Review Day 6

» |ntroduction to LivePerson Chat

Q&A Session

Day 8

Web-Cast: Instructor led - 4 hours
Review Day 7

LivePerson Chat navigation

Role Plays and Activities

Q&A Session

Copyright © 2012 Arise Virtual Soluticns Inc. All Rights Reserved
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*Syllabus for Disney Web Certification @
Day 9
- Web-Cast: Instructor led - 4 hours
« Review day 8
« Role Plays and Activities
« Q&A Session
Day 10
- Web-Cast: Instructor led - 4 hours

« Review and practice
- **CSP 103 needs to be completed with a passing score by this date
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*Syllabus for Disney Web Certification

Day 11
« Web-Cast: Instructor led - 4 hours
 Review and Final Assessments

Day 12
+ Ready, Set, Go - this is facilitated by the Arise Client
Results Team.

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved
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Chat Process @

« We do not respond until the Guest posts a
question.

« Welcome the guest once they have responded using
their name if provided and give a assurance
statement

 Provide your answers
« Give the closing offering the survey
 Complete the Agent Survey after every chat session
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LivePerson Chat @

Things to know

We never ask a guest for personal information
We never provide specific prices in our chats

We will utilize canned responses, Freeform
responses and combination canned/freeform.

All Chats need to be “SHOW READY” before you
send - free of errors.

Read and understand the guests question before
you respond. Do you need to ask for clarification of
what they are asking to be able to help them?

Acknowledge any celebration they mention

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved 40



Always read before you send! @

Carefully read your responses before clicking Send.

Ask yourself whether you sound sincere

and helpful and are you directly answering the
Guest’s question or concern. When copying

pre-prepared text, it is easy to provide something
that is off-topic or not focused on the Guest’s

need. Even worse, the response can sound like a
cheesy television commercial. Remember to

keep the conversation down to earth, personal, and
focused on the Guest.
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Canned Responses ?@%

By selecting the Canned Response button in
the LivePerson™ Application you can select
appropriate shell or hot key replies for
many common Guest questions. You can
also be confident that these replies have
been reviewed to ensure the appropriate
conversation and voice aligns with the
Disney brand and image.

You need to spend time reviewing the canned
responses outside of class
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Final Assessment @

e There are 2 Final assessments. Part One and Part
Two.

« Part ONE gives you an immediate score upon
completion and will be done after class today

* Final Assessment Part TWO has to be Manually
Graded and you will not receive an immediate score
and will be done during our next class.

« The AVERAGE Score of Part One and Part Two must
be 90% or higher to pass the course and certify to
service.

« Retakes for failed exams are not available
e The instructor cannot assist you during the exams




Certification- Disney Chat @

* You will receive a email notifying you if you passed
Certification after class on Day 11. Please be
patient as the exam you take during our next class
is manually graded by multiple members of the
certification team.

* |n order to pass Certification you must achieve a
AVERAGE score of 90% for Part one and Part two.

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved 10



Final Assessment - Part 1 @

* Go to Arise University and select the Final Assessment Part
ONE.

e The assessment is 20 questions — You may use any of your
resources to take the exam.

« The questions are True/False, mark all that apply, identify
screens and single answer questions.

- You have only one opportunity to take the Final
Assessment.

« You will receive a score IMMEDIATELY upon completion of
this part of the exam.
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Final Assessment Part two

Final Assessment Part TWO will be completed during
our NEXT class......

You will be provided detailed instructions and the
password in our next class......

Copyright © 2012 Arise Virtual Solutions Inc. All Rights Reserved
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Final Assessment - PART ONE

The Final Assessment
Part 1

must be completed
PRIOR
to class tomorrow.
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Any Questions? @

Do you have any questions

about how to complete the

final Exam Part one before
| give you the password?
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#*¥EXIBO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.
Sheri Phillips

Performance Compliance Lead = Arise Virtual Soluticns Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com






